Business process outsourcing sector (BPO) offered opportunities for employment to a large number of persons with diverse skill sets in India. However, the industry is plagued by attrition of employees due to technological intensity, work intensity at the intersection of globalization and liberalization made organizations to adopt high performance work practices and higher working hours. Values and changes in value priorities are considered as axial principle and are posited to impact attrition. Values priorities are measured using factor analysis and thirteen of them are identified in the context of BPO sector is identified, measured and ordered. The value priorities provided insights to design human resource interventions to discourage hedonistic practices and encourage work life balance which may help organizations to tide over the issue of attrition.
Introduction
By working faithfully eight hours a day, you may eventually get to be boss and work twelve hours a day.
Robert Frost (1875 Frost ( -1963 , US poet (attrib.) Robert Frost observation of the work pressure on high performance organizations, summarizes the need for work life balance and having fulfillment in work. However, Business process Outsourcing Industry (referred as BPO) provides a paradoxical situation where employees are provided with all needed physical comfort and perks and at the same time plagued by attrition. The BPO industry is referred to as 'electronic sweat shops' and employees as "battery hens" illustrated by the intense and stressful nature of jobs (Taylor & Bain, 2005; Fermie & Metcalf, 1998; Russell, 2008) . Call center jobs are considered low quality and heavily routinized forms of work. It is conjectured that production line call centers proliferate as organizations embark on cost cutting (Batt & Moynihan, 2002; Huselid, 1995) . Budhwar et al. (2009) signifies that a number of health, social and psychological problems of employees leading to attrition is affecting the BPO industry. The attrition rate are ranging from as high as 80% to a low 25% for different types of organizations, and averaging to 37% for metros in India (Rajeev & Vani, 2008 , 2009 . This is considered to be the most significant weakness in this sector. In summation, the issues further accentuated by "graveyard shifts" to equal working hours in other countries, which is likely to result in employees being subjected to further accent. Critique of research in BPO organizations may be divided as research relating to call centers (as it is cited in western lands) and research in Information technology enabled services in India.
organizations practice high performance management, which may require a better work life balance (White, Hill, McGovern, Mills & Smeaton, 2003) . However, what should be an axial principle for anchors to address the issue of work life balance? And this question needs for deeper study.
Indian Context
The Indian labor market is characterized by young work force that has higher educational attainment, ambitious, curious, interest in western working practices and lifestyles. Research in India focussed on dimensions such as desirability of BPO, employee's perception of work, cultural ramifications and provided valuable insights for present research. The maturation of the BPO industry generated fierce debates, backlashes and gave rise to societal-economic-political issues. At the macro level, it is described that BPO experimentation provides both sourcing countries and destination countries with opportunities for prosperity, flexibility, security and freedom (Friedman, 2005) . It is argued that these arrangements of moving of work to low labor economies ultimately leading to greater inequalities (Mishra, 2006) . Contrarily Dossani (2003) argued that BPO provides career and life chances to new people. Remesh (2004) did not harmonize with these propositions and argued that the phenomena led to the loss of values and strongly indicated that workers are treated as cyber coolies and they are insecure, vulnerable causalities of the new economic society. It has been pointed out that the workers led a double life; an authentic Indian day time life, and make believe western life by night time while working. The review does point out to the phenomena of values or change in values from that of frugal and altruist living to that of a hedonistic way of life is one of the areas that need to be addressed. Similarly, there is a view that the values of employees have undergone a change towards materialism or hedonism.The question is if the values have undergone a change to hedonistic way, employees might respond to interventions such as night partying allowance and dating allowance may help organizations to retain people. On the other hand, if employees consider family and social values as superior then incentives based on satisfying those needs are likely to help. However, there may be a condition where the employee's value system is partly hedonistic at the same time positive towards family and social values. There is a paucity of research relating to values and value measurement.
Need for the Study and Focus
The quality of jobs in BPO is perceived to be low and high job attrition rates with health issues continue to afflict the industry despite human resources interventions. Thus to facilitate approaching diverse issues spanning different aspects, a new approach is contemplated. Present approaches to solve issues are based on the premise that the society, its composition, and forces that provide trajectory to the society remain constant. Assumption of constancy of societal relationships may not be in tune with reality. The composition of society is unique to each country and technology changes the nature of relations, occupational structure, polity, and values. An axial principle is an overriding principle that helps us to achieve a vantage point so that other dimensions of industry may be examined and in the process find solutions. Thus, values are considered an axial principle to analyze and provide solutions to BPO industry challenges.
Theoretical Framework
Values are the dominating force in life because they direct all of the person's activities towards their realization (Allport, Vermon, Lindzey, 1961) . For the purpose of present study values construct is viewed from that of the person who evaluates the entities in his or her own environment and as an aid to the persons' evaluation of the stimuli in their environments. Values are cognitive structures in which information on past evaluations are collected. There are five features of values construct that are commonly used: (a) beliefs, (b) desirable end states or behaviors, (c) trans-situational guides, (d) selection and evaluation of behavioral events and (e) relative ordering of beliefs (Schwartz, 1999; Rohan, 2000) . These features are in harmony with the proposition that the value system is a stable meaning producing super ordinate cognitive structure. Based on the discussions following operationalization of definition is adopted. Value is the specific mode of conduct or abstract meaning producing cognitive structure that is personally and socially desirable, and the importance of this specific mode of conduct of a person or group that is transitional and influences the selection of available modes, means, and ends of actions. Thus, it may be posited that values may be studied in the context of the BPO organization environment. Rokeach (1973) in his seminal study discussed dimensions of value system. The present research's theoretical basis of operationalization of value priorities definition is based on Rokeach findings and later moderated by works of Schwartz and Bilsky. The first research document used by Rokeach (1971) has identified values with a brief explanation a meaning, and solicited respondents to place the words in the order of importance to them. Rokeach (1968 Rokeach ( , 1969 Rokeach ( , 1970a Rokeach ( , 1970b Rokeach ( , 1979 and Rokeach and Parker (1970) , meant to cover most of the values. However, Braithwaite and Law (1985) identified four omissions from the list: values relating to the physical development and well-being, individual rights, thriftiness and carefulness. Schwartz (1992) questioned the need for the usefulness of the terminal and instrumental distinction. Bilsky (1987, 1990) developed a theory about the value system with a focus on motivational concern that is embedded in each of the values. However, how people differ in their values and how to measure values and find the likely directional changes?
Dimensions of Value System

Values and Value Priorities
Assuming that the fundamental assumption that people be at variance only in the relative importance they place on universally important values, Bilsky (1987, 1990) proposed a set of value types, the implications of priorities of one value type over the others within an integrated system. The first dimension, named as conservation-openness to change continuum, relate to the conflict between being motivated "to follow their own intellectual and emotional interest in unpredictable and uncertain directions" or "to preserve the status quo" and "the certainty it provides in relationships with close others, institutions, and traditions". The second dimension, named as self-enhancement and self-transcendence continuum, "relating to the conflict between concern for the consequences of own and others actions for the self" and "concern for the consequences of own and others" actions in the social context". Ten value types are arranged along these two dimensions. The self-enhancement-self transcendence dimension or individual-social context, outcomes reflect about a person's conviction in human nature (Wrightsman, 1991) . People who have greater focus on the social context, outcomes may believe that humans are essentially good, while people who have a greater focus on individual outcomes than on the social context of outcomes may be less positive about others' essential goodness (Rohan, 2000) . The focus on the opportunity-organizational dimension (i.e., the openness to change conservative dimension) may relate to temperament. The motivational dimensional structures in the value system are based on two primary human problems that need to be resolved. The first dimension, named as conservation-openness to change continuum, relate to the conflict between being motivated "to follow their own intellectual and emotional interest in unpredictable and uncertain directions" or to preserve the status quo and the certainty it provides in relationships with persons in the immediate environment and organizations they work. The second dimension, self-enhancement and self-transcendence continuum, relating to the conflict between concern for the consequences of own and others actions for the self and concern for the consequences of own and others actions in the social context." These dimensions form the basis for mapping the value structure. Identification of the underlying value system www.ccsenet.org/ass Asian Social Science Vol. 10, No. 15; structure, Schwartz (1992) specified the relations among the value types in the value system: people's priorities on adjacent value types will be similar, while differences in priorities will happen when value types are opposite to each other. All the value types in the human value system are important in the human performance of activities. The relative importance or the value priorities people place on each value type reflects alternative sets chosen by them. However, this does not mean that for every value priority people will allocate something. A careful observation of the Figure 1 , indicate that if a higher value is placed on achievement, there is a likely chance of placing lower value on conformity.
Work Life Balance
Work life balance assumes importance compared to individual achievement. Clark (2000) posited that Work life balance focus on time spent on work and on conflict between work and family. The time spent on work in BPO generally exceeds the normal forty eight hours a week and the night shifts have an impact on the family. The border between work and family becomes hazy and in the process leading to value conflict. Therefore it has been suggested that nature of work and culture of work need to be addressed (Guest, 2002) . However, the question is how to address the issue in the form of intervention. To keep the employee in the work mode BPO organizations require employees to participate in night party other activities. It may give rise to spill over of work to family and in the process create a tension that the employees wish to avoid. However, if the organizational culture insists on such practices, it may give rise to attrition. Rao, Bakkappa & Badarinarayana (2007) examined the Indian context and found that some of the organizations are reported to have attrition rate is to the tune of 65%.
To meet the challenges of attrition and sustain the growth quality of working life practices are suggested. The Schwartz Model in circular form and in the present study it is represented in addition with quadrants without any change in the nomological network. The quadrants are designed keeping in the view of the paradigmatic explanation of value types. Schwartz's Model did not address the issue of health and family components of value system. The security is considered as a component of focus on organization. However, in the case of Indian context, the individual value priorities are related to family and clan in the form of extended family culture (Hofstede, 1980 (Hofstede, a, 1980 and in the opinion of the researchers and experts it should find place in individual contexts of outcome as there is no social security system available in India and an individual has to plan or depend on immediate family for social security. Individual health as an important dimension evolved due to attrition rates relate to physical well being in BPO industry, and Braithwaite and Law (1985) 
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Sampling Procedure and Questionnaire Administration
The sample unit consists of the front line employees of BPO who come in contact (voice or email or chat) with the customers directly. They are generally referred to as a customer service representative, telephone sales or service representative, rep, associate, consultant, engineer, operator, technician, account executive, team member, customer service professional, staff member, attendant, specialist or in some firms as agent. The promotion to higher levels is considered from this level and approximately 85% of the employee strength in any BPO organization is from this level. For the purpose of research, employees with a minimum of two years of experience only are considered, since values are likely to be inculcated within that period. However, on that point there is no empirical evidence for this assumption. The BPO space is controlled by both Indian organizations and Multinational organizations catering to both Indian and International client base. Thus, both cases of organization are included in the survey.
Sample Frame
The sample frame consists of employees working in BPO organizations in Chennai having work experience of two years on the date of filling the questionnaire.
Sample Size Determination
Different value statements identified are rated with the lowest agreement anchored in 1 and higher in 5. Bartlett, Kotrlik, and Higgins (2001) suggested suitable sample size calculation for scaled variables. For present research alpha level is set a priori at 0.05 and the level of acceptable error at 5%. The estimated standard deviation of the scale as 0.5. Cochran's sample size formula for categorical data is:
Sample Size (n) = n = (1.96)² (.5)² (.5)²/(0.05)² = 384.
The value of 1.96 gives t-value for selected value of alpha level of .025 in each tail. (The alpha level of.05 indicates the degree of danger that the true margin of error may exceed the acceptable tolerance of error). Where (p) (q) that is an estimation of variance equal to.25. Where d is the acceptable margin of error of proportion being estimated equal to.05 and it is the error that the researcher is willing to accept. The sample size estimate is suitable for approximate population of 10,000 employees, employed in BPO with more than two years of experience.
Factor Analysis
For the present study, the questionnaire is distributed to eight hundred employees working in different types of BPO organizations in Chennai city with at least two years of experience are selected for questionnaire administration. Four hundred and eighty responses obtained are found to be completed with all details representing 60% of response rate. Bartlett's Test for Sphericity indicated (χ 2 (df=861, N=480) = 5486.421, p=.000), that the factor analysis can be used for analysis. Kaiser-Meyer-Olkin Measure of sampling adequacy indicates a Value of .738, pointing that factor analysis is an appropriate tool. The factors explained 59.85% of total variation in the data. Factor loadings are set under a varimax rotation to obtain a fuller view of the factor loadings. Factor loading greater than .4 is selected for each factor. The nomenclature for each of the factors is arrived. We cannot be dishonest in BPO related work. Individual responsibility is the topmost concern in BPO Self-reliance is more demanding. Vol. 10, No. 15; For better understanding of factor representation process, primary representation is given to summarize different variables in the factor loading. Some of the variables are designed in negative form based on recommendation that having negative statements help in better response or else there will be a problem of "end-piling". In order to have uniformity of analysis we need to convert them. For this purpose, the mean values are subtracted from the highest value possible that is five. In the process, the primary representation changes with respect to these dimensions. 12. Aesthetic value: Appreciation of artistic and visual beauty.
13. Self-Direction value: Independent thought and action choosing, creating and exploring.
As it may be observed power and security are not obtained in the schema of values. It may be discerned that other values such as aesthetic value, competence value, helpful value, excitement value found place instead of power and security as given by Schwartz (1994) . It may be discerned that security and power values may have diffused as these set of values requiring further study. The value priorities benevolence, accomplishment, and Universalism represent higher mean values. Stimulation, aesthetic, competence, excitement and health, family and broad-mindedness in that order represent the lowest values. Further analysis is undertaken to obtain better insights. These are arranged based on the paradigmatic explanation given and the following figure is designed. 
Social Context of Outcome versus Individual Context of Outcome Paradigm
The first quadrant represents moderately higher values in Universalism, benevolence and helpful values indicating that higher focus on the social context of outcomes are balanced with the lower values of health, family, and broad-mindedness. The lower value on health-family-broad-mindedness group, which is an individual context outcome, is also due to higher values on achievement. The highest individual oriented achievement with the higher stress work environment has two impacts-loss of health, family and broad-mindedness and more of the social context of outcomes. This aspect gives rise to need for work life balance.
The Fourth Quadrant-Focus on Opportunity -Focus on Organization Paradigm
The work is routinized, with no time left for developing true friendship, love, and affection indicating low value of simulation. There is a higher value for hedonistic (3.325) at work place combined with higher disposable income. This is balanced by moderately higher value of tradition and conformity. While tradition and conformity value of the individual pulls the employee in one direction, hedonism sometimes pull him or her in other different direction. The higher mean value for tradition and conformity (3.361) with value of hedonism (3.32) indicates that one value has to be foregone while promoting another. Higher hedonism is achieved at this cost of lowering tradition and conformity as well as family values. This may not be desirable as the existing tradition may be leverage at no extra cost.
Conclusion
Technology did provide higher living standards. However, employees of information technology enabled services experience one of the downsides technological oriented high performance environment. The values system of BPO employees appear to be fragmented with thirteen different values being expressed compared to that of ten values priorities that are documented. The change in the value system does not support the view that the employees are turning towards hedonistic ways of satisfying themselves as value priorities such as conformity and tradition, competence value, helpful value and aesthetic values are the focus of employees. These movements in value indicate that there is a need to nurture tradition and conformity, helpful value and competency value. The human resource interventions based on work life balance (Guest, 2002) suggested are,
